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Description 

METHOD AND SYSTEM TO APPLY 
TREATMENTS TO DIFFERENT CHANNELS 

Background of Invention 

[0001] The present invention relates to an entity's or business's 
appearance via different channels or points of contact 
with customers or others, and more particularly to a 
method and system to apply different treatments to dif- 
ferent channels or points of contact or channels for test- 
ing the treatments or for other purposes. 

[0002] The manner in which an entity, such as a business, orga- 
nization or the like, presents itself to customers, potential 
customers, members, potential members and the public 
can be very important. Such entities may have multiple 
different points of contact or channels of communication 
with customers, members and the public. Many of the 
channels or points of contact may be electronic or involve 
electronic media, such as the Internet, e-mail, on-hold 
telephone messages, outbound telemarketing, electronic 



kiosks, vending machines, automatic teller machines 
ATMs and the like. Other channels or points of contact 
may include direct mail, statement inserts and other 
channels of contact or communication. Treatments, such 
as look and feel, audio, visual or combination audio-visual 
effects that a customer, member or public experiences via 
each of the different channels can influence an individual's 
impressions of an entity and may influence an individual 
in making decisions, such as buying a product, joining an 
organization, doing business with an entity or the like. 
[0003] a lack of coordination or incongruities between treat- 
ments among different channels may send inconsistent 
messages or different inferences may be drawn that can 
lead to confusion and misunderstanding. Additionally, 
different treatments may affect some individuals differ- 
ently from others and it may be important to characterize 
individuals in different groups or segments for application 
of different treatments. Understanding an impact of dif- 
ferent treatments via different media may be critical be- 
fore applying universally or to a significant number of 

customers. 
Summary of Invention 

[0004] | n accordance with an embodiment of the present inven- 



tion, a method to apply different treatments may include 
defining at least one treatment and selecting at least one 
channel. The method may additionally include applying 
the at least one treatment to the at least one selected 
channel. The results responsive to applying the at least 
one treatment to the at least one selected channel may 
also be evaluated. 

[0005] | n accordance with another embodiment of the present in- 
vention, a method to apply different treatments may in- 
clude accessing historical data related to treatments from 
a data source and evaluating a margin of success or fail- 
ure of each treatment applied to different segments via 
different channels. The method may also include adjusting 
practices or operations based on results of the evaluation. 

[0006] | n accordance with another embodiment of the present in- 
vention, a system to apply different treatments may in- 
clude a server and a test control system operating on the 
server to apply each treatment selected from a plurality of 
treatments to a chosen channel. 

[0007] in accordance with another embodiment of the present in- 
vention, a computer-readable medium having computer- 
executable instructions for performing a method may in- 
clude defining at least one treatment and selecting at 



least one channel. The method may further include apply- 
ing the at least one treatment to the at least one selected 
channel. 

[0008] | n accordance with another embodiment of the present in- 
vention, a method of making a system to apply different 
treatments may include providing a server and providing a 
test control system operating on the server to apply each 
treatment selected from a plurality of treatments to a 

chosen channel. 
Brief Description of Drawings 

[0009] Figures 1A and IB (collectively Figure 1) are a flow chart 
of an exemplary method to apply treatments in accor- 
dance with an embodiment of the present invention. 

[0010] Figure 2 is an example of a configuration for channels, 

segments and test groups in accordance with an embodi- 
ment of the present invention. 

[001 1] Figure 3 is an example of a configuration for a test matrix 
in accordance with an embodiment of the present inven- 
tion. 

[0012] Figures 4A and 4B (collectively Figure 4) are a flow chart 
of an exemplary method to transition to a new matrix in 
accordance with an embodiment of the present invention. 

[0013] Figure 5 is an example of a graphical user interface (GUI) 



that may be used to define a transition between a current 
matrix and a new matrix in accordance with an embodi- 
ment of the present invention. 
[0014] Figures 6A, 6B, 6C, 6D and 6E (collectively Figure 6) are a 
flow chart illustrating examples of web pages or graphical 
user interfaces (GUIs) to apply treatments or to test treat- 
ments in accordance with an embodiment of the present 
invention. 

[0015] Figures 7A, 7B and 7C (collectively Figure 7) are an exam- 
ple of a system to apply treatments or to test treatments 
in accordance with an embodiment of the present inven- 
tion. 

Detailed Description 

[0016] jhe following detailed description of preferred embodi- 
ments refers to the accompanying drawings which illus- 
trate specific embodiments of the invention. Other em- 
bodiments having different structures and operations do 
not depart from the scope of the present invention. 

[0017] Figures 1A and IB are a flow chart of a method 100 to ap- 
ply treatments in accordance with an embodiment of the 
present invention. In block 102, segments may be de- 
fined. Segments may refer to different groups of individu- 
als, such as for example customers, organization mem- 



bers, the general public or the like. Individuals may be 
segmented by predetermined criteria. Examples of such 
criteria may include but are not limited to behaviors, 
habits, attitudes, services used, service levels, products 
purchased, subscriptions, degree and nature of contacts 
with the entity and the like. Communications or contacts 
can be targeted to specific segments for differentiated 
services or products. Segments may be defined by name, 
description, status and criteria used to assign an individ- 
ual or customer to a segment. 
[0018] | n block 104, treatments may be defined. Treatments may 
refer to the aspects of communication or contact with in- 
dividuals that may be applied to different communication 
channels or contact medium for testing an impact or for 
other purposes. Examples of treatments that may be ap- 
plied may include images, message text, message format, 
sound bites, male or female voices, tone, look and feel, 
colors, layout or the like. Treatments may also involve a 
method to select an image, message text, format or any 
of the above. A treatment may be associated with more 
than one channel to enable coordination of treatments 
across channels. There may be two types of treatments, 
content items and attribute values. A content item may be 



an image, text, sound bite or the like that if selected may 
be directly applied to the channel. An attribute value may 
be used by some predefined criteria, algorithm, logic 
statement or the like, to select the content to be pre- 
sented or applied. A treatment may also be flagged as a 
rule set. A treatment that is flagged as a rule set may 
identify a specific conditional logic statement that may be 
executed to identify the content item or attribute value 
that may be applied or presented. As described in more 
detail hereinafter, a rules engine may be included to per- 
form or implement conditional logic. A treatment may be 
defined by a name, description, status, type, control point 
where the treatment may be applied and the like. A treat- 
ment may also be defined by an identifying code that may 
be used by a channel to identify a specific treatment. 
[0019] | n block 106, channels may be selected for applying the 
treatments. A channel may refer to a specific means or 
medium of communication. Examples of channels may in- 
clude a web site, email, direct mail, on-hold telephone 
messages, outbound telemarketing, statement inserts or 
messages, ATM messages or screens and the like. Any 
channel that has dynamic content capabilities and is able 
to evaluate a specific code to select content to present or 



display may be used to coordinate contacts across multi- 
ple channels. A channel may be defined by a name, de- 
scription, status and the like. 
[0020] | n block 108, control points may be defined or selected. 
Control points may refer to virtual or physical locations 
associated with each channel where various aspects of 
communications with customers, members, the public or 
the like may be applied and tested by presenting different 
treatments to different customers. Control points may be 
associated with more than one channel to enable coordi- 
nation across different channels. There may be two types 
of control points. A content control point may expect or 
require a content value or content treatment. An attribute 
value control point may expect or require an attribute 
treatment or an attribute value that may be used by some 
criteria to select a content to present as previously de- 
scribed. A control point may be defined by a name, de- 
scription, status, type, channel with which the control 
point is associated and an identifying code that may be 
used by the channel to match the control point to a spe- 
cific dynamic element. Examples of control points may in- 
clude, background for a web page, ATM screen, kiosk or 
the like, positioning of elements on a web page, ATM 



screen, electronic kiosk or the like, where and when to 
apply animation effects, audio, images, textual materials 
or the like. 

[0021] | n block 110, test groups may be defined. Test groups 

may identify different groups of customers, members, de- 
mographic groups of the public or the like or different ex- 
periments or application packages across channels that 
may be created and executed or applied by assigning a 
treatment for every control point in each appropriate 
channel for every customer, member, demographic group 
of the public or the like. A collection of treatments as- 
signed to a customer, member, segment or the like may 
be referred to as a cell or test cell. 

[0022] Referring also to Figure 2, Figure 2 is an example of a 
configuration 200 for channels 202, segments 204 and 
test groups 206 in accordance with an embodiment of the 
present invention. One or more treatments (TRMT) 208 
may be applied at each control point (CP) 210 for each 
channel 202. Different treatments 208 may be applied to 
each control points 210 for the different segments 204 
and the treatments 208 between the different channels 
210 for a segment 204 may be coordinated to present 
unified and consistent contacts with the customers, mem- 



bers or the like in each segment 204. A test group 206 
may be defined by a name, description, status, type, seg- 
ment 204, and channel 202 to be associated with the test 
group 206. 

[0023] Referring back to Figure 1A, a matrix or test matrix may 
be defined in block 112. An example of a configuration 
300 for a test matrix 302 is illustrated in Figure 3. The 
matrix 302 may refer to a collection of test groups 304 (or 
206 in Figure 2) that may be associated with a specific 
channel and segment 306 (or channel 202 and segment 
204 in Figure 2). Each channel and segment pair 306 may 
be associated with one or more test groups 304. Each test 
group 304 may be one of a predictive test group 308, a 
fractional test group 310 or a fractional factorial type test 
group 312. The test matrix 302 may include a mixture of 
predictive test groups 308, fractional test groups 310 or 
fractional factorial type test groups 312. Each test group 
308-312 may be a specific experiment and test matrix 
302 may have multiple experiments that may be executed 
simultaneously. Each test group 308-312 may include one 
or more test cells 314. As previously discussed, a test cell 
314 may be defined as the collection of treatments 208 
(Figure 2) applied to each customer or the like. 



[0024] a test cell 314 for customers or the like in the predictive 
test group 308 may be defined by a process that evaluates 
predictive scores to identify treatments 208 (Figure 2) that 
may be applied for each customer. Examples of the pre- 
dictive test group 308 may include specific treatments 
208 assigned to specific customers using statistical analy- 
sis and/or predictive scores. Accordingly, treatments 208 
applied to customers in the predictive test group 308 are 
selected in a predetermined manner and are not selected 
randomly. 

[0025] a test cell 314 for customers or the like in the factorial 

test group 310 may be randomly created and may include 
all possible combinations of control points 210 (Figure 2) 
and treatments 208 that may be configured for use. When 
creating the factorial test group 310, specific test cells 
314 may be excluded so specific combinations of treat- 
ments 208 will not be assigned to customers or the like. 

[0026] a test cell 314 for customers or the like in a fractional 
factorial test group 312 may be created by selecting one 
treatment 208 for each control point 210. One test cell 
314 may then be randomly selected for each customer or 
the like assigned to the fractional factorial test group 312. 

[0027] Referring back to Figure 1A, in block 114 test groups, 



similar to test groups 304 in Figure 3, may be selected for 
the matrix, such as the test matrix 302. Multiple and 
completely independent experiments or test groups may 
be run concurrently, as previously discussed. One matrix 
may be in use or active at a time for each segment and 
channel pair. Different matrices may be active concur- 
rently for different channel and segment pairs. A matrix 
may be defined by a name, description, segment, channel, 
associated test groups and defining transitions that map 
how customers move from specific test groups in a prior 
matrix to test groups in a new matrix as will be described 
with respect to Figures 4A and 4B. 
[0028] | n block 116, the treatments may be applied to the control 
points and in block 118, data related to customers' or 
others' interaction or reaction to each of the treatments 
may be collected. In block 120, the collected data may be 
accessed. The data may be accessed via a browser or the 
like over a network, such as the Internet, intranet or the 
like, as described in more detail hereinbelow. In block 
122, the different treatments applied to the different seg- 
ments and customers or others via the different channels 
may be analyzed. In block 124, results 125 of the analysis 
may be presented. The results 125 may be reports, charts 



or graphs that may illustrate behavior or actions taken by 
customers or the like. For example, which customers may 
have purchased a product or service, changed a level of 
service, made inquiries regarding a product or service or 
the like. A margin or level of success of the treatments 
applied may be evaluated in block 126 and adjustments to 
practices or operations may be made in response to the 
evaluation in block 128. For example, a business may de- 
cide to universally apply a particular format or treatment 
to its web pages and other customer contacts or channels 
based on interactions or reactions from treatments ap- 
plied to the different channels. 
[0029] Figures 4A and 4B are a flow chart of an exemplary 

method 400 that may be used to transition from a previ- 
ous or current matrix to a new matrix in accordance with 
an embodiment of the present invention. Referring also to 
Figure 5, Figure 5 is an example of a graphical user inter- 
face (GUI) 500 or the like that may be used to define tran- 
sition parameters to transition from a previous matrix to a 
new matrix in accordance with an embodiment of the 
present invention. In block 402 (Figure 4A), a transition to 
a new matrix may be defined. In block 404, a mapping 
percentage may be selected by a user to map each test 



group in a previous matrix to a test group in a new ma- 
trix. In the example of Figure 5, the previous matrix may 
include test groups, X, Y and Z and a default test group. 
The new matrix may include test groups A, B and C. A 
mapping percentage 502 may be entered by a user for 
each test group of the current or previous matrix to be 
mapped to a test group in the new matrix. In the example 
of Figure 5, 50% of test group X will be mapped to test 
group A of the new matrix, 30% of test group X will be 
mapped to test group B of the new matrix and 20% of test 
group X will be mapped to test group C of the new matrix. 
Similarly, percentages may be selected for each of test 
groups Y and Z and the default test group to map their 
treatments to the respective test groups A, B and C of the 
new matrix. 

[0030] | n block 406 (Figure 4A), a channel 506 (Figure 5) may 
also be selected for each new test group in the new test 
matrix. If a channel is not selected by a user, the method 
400 may advance to block 414 (Figure 4B) and random 
logic may be applied to the transition as described below. 
If a user selects a channel, the method 400 may check the 
control points in the current matrix to determine if they 
are also valid in the specified channel in block 408. If the 



control points are valid for the specified channel, a check 
may be done to determine what treatment the customer 
was assigned for the control point in the new matrix for 
the specified channel and same segment as the current or 
previous matrix. If the treatment still exists and is valid 
for the new matrix in block 410, the method 400 may ad- 
vance to block 412 and the same control point and treat- 
ment pair may then be assigned. Otherwise, the method 
400 may advance to block 414 and perform conservative 
or complete random logic. 
[0031] | n defining the transition, mapping paths may be selected 
for each test group from the previous test group in block 
414 (Figure 4B). Figure 5 illustrates an example of select- 
ing mapping paths 508. The mapping path defines a logic 
that may be used when transitioning customers or the like 
from one test group to another. A user may select a con- 
servation random or complete random mapping path. 
When complete random logic is selected in block 414, the 
method 400 may advance to block 416 where a new treat- 
ment may be assigned to a control point without regard to 
the previous treatment assigned the control point. When 
conservative random logic is selected in block 414, the 
method 400 checks to determine if a particular control 



point for the current matrix existed in the previous matrix 
for the same segment and channel in block 418. If the 
control point did exist in the previous matrix, a check may 
be performed to determine if the treatment for the control 
point in the previous matrix is still valid in the new matrix 
in block 420. If the control point is valid, the same control 
point and treatment pair may be assigned to the customer 
in the new matrix in block 422. If the control point is no 
longer valid, the method 400 may advance to block 416 
and a new treatment may be randomly assigned for the 
control point for the customer in the new matrix. 

[0032] After assigning the control points and treatments in 

blocks 412, 416 or 422, and the new matrix formed, the 
new matrix may be validated in block 424. The matrix 
may be validated by ensuring the integrity of all informa- 
tion contained in the matrix and that only logically correct 
information is associated with the final matrix. The vali- 
dation may confirm that all elements needed for transition 
have been defined between the previous and new matrix. 

[0033] After the new matrix has been successfully validated, the 
matrix may be published in block 426. Publishing the new 
matrix may make the information in the matrix available 
for use with the channels. When a user indicates that a 



matrix may be published, the application may update the 
output files containing the customer ID along with all of 
the control points and treatments each customer may re- 
ceive on the channel. Accordingly, in block 428 the chan- 
nels may be altered according to the information in the 
new matrix. The files may be used to manage a cus- 
tomer's contact experience on a channel. 
[0034] Figures 6A, 6B, 6C, 6D and 6E (collectively referred to as 
Figure 6) are a flow chart 600 illustrating examples of web 
pages or graphical user interfaces (GUIs) to apply treat- 
ments or to test treatments applicable to different chan- 
nels in accordance with an embodiment of the present in- 
vention. GUI 602 may be a main menu with links to other 
pages or GUIs to control operation of the method or ap- 
plication to apply different treatments to the different 
channels, such as methods 100 and 400 of Figures 1 and 
4 respectively. Links from the main menu GUI 602 may in- 
clude a treatments GUI 604, a control points GUI 606, a 
channels GUI 608, a test group GUI 610, a test segments 
GUI 612, a test matrices GUI 614, a reports GUI 616 and a 
user configuration GUI (not shown in Figure 6). The GUIs 
may be generated by an application, such as a Test Con- 
trol System (TCS) Application operating on a data process- 



ing device, such as a server or the like as will be described 
in more detail with respect to Figure 7. 
[0035] The treatments GUI 604 may list the different treatments 
available in a system for selection by a user. Information 
about each treatment may include the name of the treat- 
ment, the type treatment (content or attribute), whether 
the treatment is flagged as a rule set, a description of the 
treatment, status of the treatment (active or inactive). A 
button or the like may be associated with each treatment 
to permit the treatment to be edited. A new treatment 
may also be defined and a user may select finished when 
completed defining new treatments or editing existing 
treatments. 

[0036] if ec |jt treatment is selected, a treatments edit GUI 618 or 
page may be presented to a user. The edit treatment GUI 
618 may permit a user to edit the name, type, status, rule 
set and description. The user may also select control 
points that are compatible with the treatments. A feature 
for the user to select to save the modifications, such as a 
save button or the like, may be provided and a cancel fea- 
ture. 

[0037] The control points (CP) GUI 606 or page may include a 
channel select feature to select different available chan- 



nels from a drop down list or the like. A list of control 
points for the selected channel may then be listed includ- 
ing the control point name, type (content or attribute), 
description, status (active or inactive). Each control point 
may include an edit select feature for editing the control 
point information for the control point associated with the 
edit select feature. If the edit select feature is selected by 
a user, a control point edit GUI 620 may be presented to 
the user. The control point edit GUI 620 may permit the 
name, code, channel selected, type selected, description 
and status to be changed. A database ID for the control 
point may be displayed on the edit page. Save and cancel 
select button or the like may be provided to save or cancel 
the changes made to the control point. 

[0038] The channels GUI 608 may include a list of available chan- 
nels by name, description, status and an edit select fea- 
ture, such as an edit button or the like. If the edit button 
is selected, a channel edit GUI 622 may be presented to a 
user. In the channel edit GUI 622, the channel name and 
description may be changed and a channel status, active 
or inactive, may be selected. Buttons to save or cancel the 
changes to the channel information may be provided. 

[0039] The test groups GUI 610 may include a channel select fea- 



ture, such as a drop down list or the like, of available 
channels. Test groups associated with the selected chan- 
nel may be listed including the test group name, type 
(factorial, predictive or fractional), description, an identifi- 
cation of the associated segment, status of the test group 
(active or inactive) and a edit select feature, such as a but- 
ton or the like. If the edit feature is selected by a user, a 
test group edit GUI 624 (Figure 6D) or page may be pre- 
sented to a user. The test group edit GUI 624 may permit 
the test group name to be edited. The test group may be 
selected as a default test group. The status, type, segment 
and channel may be selected and the description may be 
edited. The test group edit GUI 624 may also list valid 
cells including control points and associated treatments. 
Add valid cell, save valid cell and cancel selection features 
may also be available. The test group edit GUI 624 may 
also list control points and treatments associated with 
each control point for selection of the treatments to be 
applied to each control point. A list of invalid control 
points may also be presented to a user. If an add test cell 
select feature is operated, an add test cell GUI 626 may be 
presented to a user. The add test cell GUI 626 may include 
a control point select feature and an associated treatment 



select feature. A list of control points and selectable treat- 
ments associated with each control point may be pre- 
sented to a user. 

[0040] a test segments GUI 612 may include a list of test seg- 
ments by name, description, status (active or inactive). An 
edit select feature or button may be associated with each 
listed segment. A test segment edit GUI 628 may be pre- 
sented to a user to edit a name, select a different status 
and edit a description. Existing valid values associated 
with each test segment may be listed by field and value. A 
remove select feature or button may be associated with 
each field and value. 

[0041] The test matrices GUI 614 or page may include a channel 
select feature for a user to select a channel. A list of test 
matrices for the channel may be listed in response to se- 
lecting the channel. The test matrices information may in- 
clude name, status, description, start date, and segment 
for each test matrix. An edit select feature may be associ- 
ated with each test matrix. A test matrix edit GUI 630 may 
be presented to a user in response activating the edit se- 
lect feature. The test matrix edit GUI 630 may permit the 
following test matrix information to be edited: test matrix 
name, start date, segment select, channel select, status, 



whether the matrix has been validated and a description. 
A list of test groups associated with a matrix may also be 
listed including name, type (factorial, fractional, predic- 
tive), default designation and description. A remove select 
feature may be provided to permit removal of the test 
group from the matrix. The test matrix edit GUI 630 may 
also include an add test group select feature. An add test 
group(s) GUI 632 or page may be presented to user in re- 
sponse to selecting the add test group(s). The add test 
groups GUI 632 may list test groups including information 
for each test group, such as test group name, type and 
description. An add select feature may be provided to 
permit a test group to be selected to add to a matrix. 
[0042] The test matrix edit GUI 630 may also include a transition 
section. The transition section may present a list including 
the previous matrix, previous groups associated with the 
matrix, test groups in the new matrix, weight or percent- 
age of previous test group in each new test group and a 
mapping path for the transition from the previous to the 
new matrix. 

[0043] The transition section may also include a create transition 
select feature. A test matrix transition GUI 634 may be 
presented in response to a user selecting the create tran- 



sition feature. The test matrix transition GUI 634 may in- 
clude a list of test groups in the previous matrix, a map- 
ping select feature, a mapping path select feature and a 
channel select feature. The test matrix transition GUI 634 
may be similar to the GUI 500 described with respect to 
Figure 5. The mapping select feature may permit a user to 
select a percentage of each test group in the previous ma- 
trix to be mapped to a test group in the new matrix. The 
mapping path may permit a user to select a complete ran- 
dom or conservative random mapping path as previously 
described. 

[0044] The test matrix edit GUI 630 may also include a validate 
select feature and a publish select feature to valid and 
publish the new matrix. The validate select and publish 
select features may each be a button or the like. 

[0045] Figures 7A, 7B and 7C (referred to collectively as Figure 7) 
are an example of a system 700 to apply treatments 702 
to different channels 716 or to test treatments 702 in ac- 
cordance with an embodiment of the present invention. 
The methods 100 (Figure 1) and 400 (Figure 4) previously 
described may be embodied in a test control system (TCS) 
application 704 that may operate on a data processing 
device 706. The data processing device 706 may be a 



server, such as an Internet type server or the like. The TCS 
application 704 may also include data structures to gen- 
erate the GUIs or web pages 602-634 described with re- 
spect to Figure 6 and the operations described in associa- 
tion therewith. 

[0046] The TCS application 704 may be accessed by one or more 
users or clients 708 via a communication medium 710 us- 
ing a browser 712 or the like. The medium 710 may be a 
network, such as the Internet, private network or the like. 
In other embodiments, the communication medium 710 
may be any communication system including by way of 
example, dedicated communication lines, telephone net- 
works, wireless data transmission systems, two-way cable 
systems, customized computer networks, interactive kiosk 
networks and the like. The browser 712 may operate on a 
processor 714. The browser 712 may be an Internet type 
browser such as Netscape® Microsoft® Internet Explorer 
or the like. The browser 712 may present information, 
such as the GUIs 602-634 (Figure 6) or the like, related to 
the TCS application 704 and applying different treatments 
702 to different channels 716 of communication or con- 
tact with customers 718 or others. The information or 
GUIs 602-634 may be displayed or presented to a user on 



an output device 720 or devices. The output device 720 or 
devices may be a display or monitor, printer or similar de- 
vice. The user may control operation of the TCS applica- 
tion 704 by entering data or information into one or more 
input devices 722. The input devices 722 may be a key- 
board, pointing device, such as a mouse, voice recogni- 
tion algorithm or apparatus or the like. Accordingly, a 
user may input data or information, such as into the GUIs 
602-634 as described with respect to Figure 6 or the like, 
to define segments, treatments, control points, test 
groups, matrices, select channels and the like as de- 
scribed with respect to Figures 1A and IB. A user may 
also access collected data and present results or reports 
as described with respect to Figures 1A and IB and Figure 
6. A user may also use the output devices 720 and input 
devices 722 to define a transition to a new matrix as de- 
scribed with respect to Figure 4 and to display GUIs, such 
as test matrix transition GUI 634 (Figure 6) for a user to 
enter parameters to define the transition. 
[0047] a s previously described, treatments 702 may be content 
items 724 or attribute values 726. A content item 724 
may be directly applied to a control point 728 of an asso- 
ciated channel or channels 716. An attribute value 726 



may be used by some criteria, algorithm, logic statement 
of the like to select a content to be applied at the control 
point 728 of an associated channel or channels 716. As 
previously described, a treatment 702 may also be flagged 
as a rule set 730. A treatment that is flagged as a rule set 
730 may identify a specific conditional logic statement 
that may be executed to identify the content item or at- 
tribute value that may be applied to the control point 728. 
A rules engine 732 may be provided to perform or imple- 
ment an algorithm, logic statement or the like associated 
with an attribute value 726 or rule set 730. An example of 
an algorithm or conditional logic statement associated 
with an attribute value 726 or rule set 730 may be that if a 
predetermined condition exists, event occurs or the like, 
then some predetermined content may be selected and 
applied to the control point 728 for the associated chan- 
nel or channels 716. 
[0048] The different content item 724 and attribute value 726 
treatments and associated rule sets 730 may be prede- 
fined, as previously discussed, and stored in a data source 
734 or the like. Historical information about which treat- 
ments were applied to what control points 728 and chan- 
nels 716 and to which customers 718, members or the 



like, or segments 736, may be stored in a data warehouse 
738 or similar large capacity data storage medium. Re- 
sults of application of the different treatments 702 may 
also be stored in the data warehouse 738 or other data 
storage medium for access by a user or client 708. 
[0049] As previously described, the different treatments 702 may 
be applied at a control point 728 associated with each 
channel or channels 716. The control point 728 may be a 
location or point of access to an audio, visual or combina- 
tion audio-visual feature of a channel 716 where the fea- 
ture may be modified by the treatment to present a differ- 
ent look and feel or experience when a customer 718 or 
other person accesses the channel 716 via some medium 
740 illustrated by the dashed or broken line in Figure 7. A 
control point 728 may be associated with one or more 
channels 716 to apply a common treatment across multi- 
ple channels 716. Examples of different channels 716 may 
include a web site 716a, e-mail 716b, ATM 716c and 
other channels 716d or means of contact with customers 
718 or others. The medium 740 may be a network, such 
as the Internet or a private network. Examples of the 
medium 740 may also include without limitation any com- 
munication system including by way of example, dedi- 



cated communication lines, telephone networks, wireless 
data transmission systems, two-way cable systems, cus- 
tomized computer networks, interactive kiosk networks 
and the like. 

[0050] As previously described, the customers 718, members or 
the like may be divided into segments 736 by some crite- 
ria. The treatments 702 may then be applied to the chan- 
nels 716 according to selected segments 736. 

[0051] Elements of the present invention may be embodied in 
hardware and/or software as a computer program code 
that may include firmware, resident software, microcode 
or the like. Additionally, elements of the invention, such 
as method 100 of Figure 1, method 400 of Figure 4 and 
the data structures to create and present the GUIs or web 
pages described with respect to Figure 6, may take the 
form of computer program products. The computer pro- 
gram products may be embodied on a computer-usable 
or computer-readable storage medium having computer-us- 
able or computer-readable program code for use by or in 
connection with a system, such as system 700 of Figure 7 
or the data processing devices or systems used in the sys- 
tem 700. Examples of such a medium may be illustrated 
in Figure 7 as input devices 722, mediums 710 and 740, 



data source 734 or data warehouse 738 or similar devices. 
A computer-usable or readable medium may be any 
medium that may contain, store, communicate or trans- 
port the program for use by or in connection with a sys- 
tem, such as system 700. The medium, for example, may 
be an electronic, magnetic, optical, electromagnetic, in- 
frared or semiconductor system or the like. The medium 
may also be simply a stream of information being re- 
trieved when the computer program product is "down- 
loaded" through a network such as the Internet or other 
network. The computer-usable or readable medium could 
also be paper or another suitable medium upon which the 
program may be printed. 
[0052] Although specific embodiments have been illustrated and 
described herein, those of ordinary skill in the art appre- 
ciate that any arrangement which is calculated to achieve 
the same purpose may be substituted for the specific em- 
bodiments shown and that the invention has other appli- 
cations in other environments. For example, the systems 
and methods of the present invention may have been de- 
scribed for use in testing different treatments applied to 
different channels; however, the methods and systems 
may be used for any purpose in which applying different 



treatments to different channels may be useful. This ap- 
plication is intended to cover any adaptations or variations 
of the present invention. The following claims are in no 
way intended to limit the scope of the invention to the 
specific embodiments described herein. 
[0053] what is claimed is: 



